
Consumer protection means safeguarding the 

rights and interests of consumers. Basically 

consumers need protection because of 

illiteracy, ignorance, spurious goods, 

deceptive advertising, malpractices of 

According to Consumer Protection Act, 1986, a 

consumer is a person who buys a product/ 

avails a service for his personal use against a 

consideration, however any person who buys 

good/ avails service for commercial purpose 

or without consideration is not a consumer. 

Consumers, being the end-users in the chain of 

distribution, plays vital role for the start over 

of the cycle again or it can be said that, the 

consumers are the pillars of the economy and 

whole economic activities revolve around 

them. Consequently, the producers should 

protect the interest of the consumers by 

providing them the right quality product at 

right place and at right price. Moreover, 

consumers should also be aware of their rights 

and responsibilities and must make use of the 

provisions available under the law, to protect 

themselves from the fraudulent traders. 

Performance	Analysis	Of	Consumer	Forum	Redressal	System	Of	

India

The	government	has	enacted	various	social	legislations	from	time	to	time	to	protect	the	rights	and	

interest	of	the	consumers.	Among	these,	The	Consumer	Protection	Act,	1986	is	the	most	progressive	and	

under	this	act	various	tribunals	were	set	up	at	district	level	and	state	level	with	National	Consumer	

Disputes	Redressal	Commission	(NCDRC)	as	an	apex.	There	is	need	to	study	that	how	many	consumers	

with	complaints	approach	these	tribunals	and	how	they	are	being	entertained.	In	the	present	paper	an	

effort	is	made	to	analyze	the	performance	of	State	Consumer	Redressal	Commission	of	Chandigarh	for	

the	time	period	of	2011	to	2018.	The	study	showed	that	the	disposal	rate	of	Chandigarh	redressal	

agencies	is	higher	than	total	disposal	rate	in	India	since	inception.	Further,	the	study	concluded	that	

redressal	agencies	of	Chandigarh	indicated	significance	difference	in	the	means	of	cases	filed,	disposed	

and	pending.	It	can	be	suggested	that	accelerating	the	disposal	rate	will	stretch	better	results.	
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1.		Introduction
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businessmen, overcharging etc. Consumer 

protection has been in existence since 

civilization, wherein the traders followed the 

policy of hoarding (Rama, 1990). Government 

has enacted various Acts that is, The Sales of 

Good Act (1930), The Prevention of Food 

Adulteration Act (1954), The Essential 

Commodities Act (1955), Indian Contract Act 

(1972), The Standards of Weighs and 

Measures Act (1976) etc. from time to time to 

protect them. However, it was through “The 

Consumer Protection Act, 1986” which gave a 

strong weapon in the hands of consumers to 

guard themselves from the unfair trade 

practices of the producers/companies. This 

Act came into force with effect from 1st July, 

1987 in the country and was amended time to 

time to provide foster, simplified and 

streamlined resolution to the disputes of 

consumers and to allow the authorities to 

work with more power. Under this act, 

separate Consumer Tribunals were set up 

throughout India at District level and State 

level with National Consumer Disputes 

Redressal Commission (NCDRC) as an apex. 

Subsequently, consumers are able to file a 

complaint on a simple paper without paying 

any court fees and Tribunals follow less formal 

procedure and take less time to decide upon a 

consumer dispute as compared to the 

traditional Indian Judiciary. As per the Act, 

every complaint shall be heard expeditiously 

and attempt shall be made to decide the 

complaint within a period of three months 

from the date of receipt of notice where, the 

complaint does not require analyses or testing 

of commodities and within five months if, it 

requires analyses or testing of commodities. 

This has made the Tribunals to work 

efficiently and persuaded the consumers to 

come up with their complaints. 

District Commission: There are 629 District 

Forums in India at present and these forums 

are headed by a sitting or retired judges of 

District Courts. The complaints pertaining to 

value of goods or services below Rs. 20 lacs are 

filed here. There are 2 District Forums in 

Chandigarh.

National Commission: It was set up in 1988 as 

apex body and is headed by a sitting or retired 

judge of the Supreme Court. It is presently 

headed by Hon'ble Justice R.K. Aggarwal, the 

former judge of the Supreme Court of India. 

Complaints pertaining to value of goods or 

services above Rs. 1 crore can directly 

approach before National Commission. 

State Commission: There are 35 State 

C o m m i s s i o n s  a t  p r e s e n t  a n d  t h e s e  

commissions are headed by a sitting or retired 

judge of High Court. Complaints pertaining to 

value of goods or services between Rs. 20 lacs 

and Rs. 1 crore are filed here. State 

Commission of Chandigarh is presently 

headed by Justice Jasbir Singh, former judge of 

Punjab and Haryana High Court.
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2.		Review	of	Literature

Garg (2010) studied the overall performance 

of National, State and District level consumer 

disputes redressal forums since inception till 

31st December, 2008 in India. The study 

concluded that on the basis of overall 

performance, District level forums were 

assigned first rank followed by National and 

State level forums. Chaudhary et al. (2011) in 

their study made an effort to explore the 

consumer protection and consumerism in 

India. It was concluded that in a developing 

country like India, consumers are being 

exploited because of mass poverty and 

illiteracy and suggested that there is need of 

consumer awareness through government 
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Objective: The present study is conducted 

with the objective “to analyze the performance 

3.		Methodology

activities for the success of the country. Laxmi 

(2011) in his study evaluated the performance 

of consumer forums of Warangal District using 

primary and secondary data. The study found 

that Warangal District consumer council had 

performed better in comparison to other 

district councils of Andhra Pradesh. Further, 

the consumer literacy and age had shown 

significant relation with consumer awareness. 

Raju and Asifula (2013) studied the emerging 

issues and challenges associated with the 

Consumer Protection Act, 1986. It was found 

that reducing unfair trade practices, spurious 

goods, misleading advertisements, corruption 

are the major challenges for the agencies and 

councils of India which can be achieved by 

educating consumers and quickly resolving 

their disputes. Deepa and Vijayrani (2015) 

studied functioning of redressal agencies 

working in Tamil Nadu and the settlement of 

complaints by these redressal agencies. The 

study concluded that speed of disposal of cases 

in all the forums were very slow, but 

comparatively the district forums were 

performing better than national and state 

commissions. Gupta (2015) studied the 

working and performance of CDRAs in three 

major districts of Punjab namely, Ludhiana, 

Amritsar and Patiala from 1991 to 2014 and 

also analyzed the perception of respondents 

towards functional efficiency of CDRAs. The 

study concluded that complainants had 

positive perception regarding CDRAs of 

Punjab and rejecting the null hypothesis, there 

was no significant difference in the cases filed, 

disposed and pending. Khan and Raman 

(2016) through their paper evaluated the 

attitude and satisfaction level of consumers 

towards consumer forums of Chennai. The 

study concluded that social networking means 

have updated consumers and removed the 

fear of traditional culture from their minds. 

Rambabu and Kumar (2017) evaluated the 

performance of CDRAs in respect of cases 

disposed in India for the period 2012 to 2016. 

The study concluded that District forums 

performed better in comparison to the 

National and State commissions and 

suggested that Government should make 

efforts to stimulate the time frame of disposal 

of cases. Yemmi and Vibhuti (2018) studied 

the aspect of consumer movement and 

evaluated the working of National and State 

commissions of consumer redressal agencies 

and also District wise working of Karnataka 

State. The study highlighted that District level 

agencies performed more efficiently than 

National and State level agencies.

Need of the Study: Embracing of technology by 

market sector has given many loopholes to the 

producers/sellers to fool the innocent 

consumers on the basis of superficial 

advertisements, substandard products, high 

prices and other unfair means, which is a 

challenging task for the general public to 

cognize. For the purpose, the Government has 

set up various Consumer Disputes Redressal 

Agencies (CDRAs) at District, State and 

National level to protect the consumers from 

all sorts of exploitation. Further, it is equally 

important to analyze that how these redressal 

agencies are performing. In the past, different 

researchers have worked on issues and 

challenges of Consumer Protection Act, 

performance analyses of redressal agencies at 

State and District level of different states but 

no research work has been carried on the 

performance of Consumer redressal system of 

Chandigarh.
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H0: There is no significant difference in the 

means of cases filed, disposed and pending in 

the State Commission and District Forum of 

Chandigarh.

of Consumer Forum Redressal System of 

Chandigarh at State level and District level”.

4.	 	Results	And	Analysis	Table 3 shows that 

H1: There is significant difference in at least 

one among the means of cases filed, disposed 

and pending in the State Commission and 

District Forum of Chandigarh.

Statistical	 Tool: ANNOVA (Analysis of 

Variance) given by Ronald Fisher (1918) is 

used to analyze the difference between 

different means at 0.05% significance level.

Data	 Collection: The study is based on 

secondary data which is collected from the 

records of Consumer Redressal Commission of 

Chandigarh, by personal visit and official 

website of National Consumer Redressal and 

other articles. The time period of the study is 

from 2011 to 2018 on the basis of availability 

of data.

there is inconsistency in the rate of disposal 

and it varied between 77% and 91% 

throughout the study period. From the 

statistical analysis, it has been found that the 

null hypothesis is rejected being p value less 

than 0.05 (p < 0.05) attests that there is 

significant difference between the number of 

cases files, disposed and pending during the 

study period. This indicates that the speed of 

disposal cases is slower than speed of new 

cases filed.
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Table 4 shows that rate of disposal is very low 

at district level forum and it varied between 

59% and 67% throughout the study period. 

From the statistical analysis, it has been found 

that the null hypothesis is rejected being p 

value less than 0.05 (p < 0.05) represents that 

there is significant difference between the 

number of cases files, disposed and pending 

during the study period. This indicates that the 

disposal rate is comparatively slower than the 

rate of new filed cases.

5.		Conclusion:

State Consumer Redressal Commission of 

Chandigarh has two district forums under the 

provisions of the Consumer Protection Act, 

1986. The aim of this act is to provide speedy, 

easy and inexpensive procedure to solve the 

consumer grievances. Overall performance of 

the State Commission is good as the rate of 

disposal remained above 77% throughout the 

study period in comparison to District Forum 

wherein the rate remained below 67% all 

through the period. From statistical analysis, it 

has been found that p value being less than 

0.05, rejecting null hypothesis, indicates that 

there is significant difference in the means of 

cases filed, disposed and pending at State 

Commission as well as District Forum level. 

Therefore, there is need to work on improving 

the disposal system, so that the cases are 

redressed in minimal time and the number of 

pending cases are reduced. Then only, it would 

be possible to get improved results from the 

efforts of the Government made by forming 

redressal agencies and will be possible to 

protect the consumers..
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